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EXECUTIVE SUMMARY 


Second Evaluation of the REACH Hotline 
An initial evaluation of the REACH Hotline was conducied in the fall of 1992 by the Social Planning and 


Research Council of Hamilton and District (SPRC). This second evaluation was conducted by the SPRC in the fall 
of 1993 and is based upon data collected from three primary sources: 

(1) Summary statistics provided by REACH Hotline staff, 

(2) Survey data collected via telephone interviews with callers, and 


(3) Interviews with key informants. 


1. Summary Statistics Provided by REACH Hotline Staff 
The 1992 evaluation of the Hotline reported that, "The volume of calls appears to be directly related to the 
intensity of marketing initiatives". A similar conclusion can be drawn from the 1993 evaluation, i.e. the volume 
of calls tends to increase following advertising in The Spectator, and presentations to various agencies and 
organizations by the Hotline Officer. 
Although the number of calls alone cannot be used as the sole measure for evaluating this service, the data 
suggest that should the service be continued, an ongoing "advertising/marketing" program should accompany it. 
A comparison of the 1993 callers with the 1992 callers reveals that: 
- the percentage of callers age 45 and over is somewhat higher in 1993 
- the percentage of College and University graduates is marginally higher in 1993 
- the percentage of female callers is higher in 1993 
- the percentage of callers outside Hamilton-Wentworth is higher in 1993 


- the percentage of callers reporting U.I.C. as a source of income is higher in 1993 


2. Survey Data Collected via Telephone Interviews with Callers 
A “subjective” approach to evaluating user satisfaction was taken in the telephone interview with callers 
who were asked to provide their personal opinions, thoughts, feelings and perceptions of the service. In total, 238 
telephone interviews averaging 8.4 minutes in length were completed with eligible users living within Hamilton- 
Wentworth. The completion rate of 74% would have been higher if more than 3 days were permitted for the field 
work. Only 3% of those persons who had contacted the Hotline between January 1 and June 30 refused to 
participate. 
There is clear converging evidence that users of the Hotline were indeed satisfied with this service: 
70% stated they received new ideas or suggestions 
86% were satisfied 
94% felt the Hotline Officer was helpful 
94% felt the information they received was accurate (many followed-up) 


93% would recommend the Hotline to other unemployed persons 


(i) 


A more "objective" approach to the evaluation was also taken by examining the "post-call" activities of 
users of the Hotline service. 
77% followed up on new ideas or suggestions 
58% contacted another agency as a result of their Hotline call 
29 persons reported starting a training or educational upgrading program as a result of their 
contacting the Hotline 
19 persons (probably an underestimate) reported now working either full-time or part-time and 


attributed their employment to their contact with the Hotline 


In addition, the respondents reported receiving a large number of intangible and psychological benefits from 
contacting the Hotline. The most noteworthy comment was the following note written on the front of a 
questionnaire by an interviewer: 


"This man wants it passed along that (the Hotline Officer) saved his life and is one of God’s miracles." 


The number of persons who started a training or educational program (29), and the number of persons who 
started employment (19) may not appear, on the surface, to be high. Furthermore, 7 of the 19 persons who started 


employment, also reported they had started a training program and are included in the 29 just mentioned. However 


the total of 41 (29 + 19 - 7) persons who attribute their employment or enrolment in a training program to their 
Hotline call is indeed _a positive outcome given the limited resources of essentially a "one-person" operation -- and 
given that this represents only a 6 month period. 


3. Interviews with Key Informants 


The key informants perceived that the mandate of the program had shifted since its first inception. The Hotline 
was serving less as a point of "first-contact" and more as a source of support and referral information for 
unemployed persons. This role was perceived to be important, given the escalating caseloads that many services are 
facing. In the view of most of the key informants, the solicitation of client feedback was critical for decision-making 
about the future of the program. The need for enhanced marketing resources was highlighted by a number of the 
respondents and it was suggested that the Hotline be amalgamated into Regional Social Services and that the REACH 


Committee be disbanded. 


(ii) 


1.0 INTRODUCTION 


The REACH Hotline was established by the Regional Adjustment Committee of Hamilton-Wentworth for 
the purpose of improving access to services for individuals "...who might otherwise have difficulty in obtaining 
information with respect to labour adjustment services". The Hotline is jointly operated by the Regional 


Municipality of Hamilton-Wentworth and Canada Employment and Immigration Commission. 


The Hotline commenced operation on December 3, 1991 and operates from 8:30 a.m. - 4:30 p.m., Monday 
through Friday, with an answering machine for recording off-hour calls. One full-time staff person was hired to 


provide the service. 


Funding for the Hotline was provided on a trial basis by Employment and Immigration Canada with 


substantial in-kind assistance from the Regional Social Services Department. 


An initial evaluation of the REACH Hotline was conducted in the fall of 1992 by the Social Planning and 
Research Council of Hamilton an District (SPRC). The initial evaluation was based upon statistical information 
which was collected and maintained by the Hotline staff, including the results from the follow-up calls which were 
placed to a proportion of individuals calling the service. The results of the initial evaluation are contained in the 
report, An Evaluation of the REACH Hotline, published by the Social Planning and Research Council in November 


19972. 


The current evaluation (1993) is based upon three primary methodological components: 


(1) An analysis of service statistics, 
(2) A follow-up survey of callers, and, 


(3) Interviews of key informants. 


2.0 METHODOLOGICAL BACKGROUND 


This section describes the methodological background for (1) the Summary statistics provided by REACH 
Hotline staff; (2) the Survey data collected via telephone interviews with callers; and, (3) the Interviews with key 


informants. 


2.1 REACH Hotline Staff Summary Statistics 
Face sheets were completed for all incoming calls with monthly summary statistics generated by REACH 
Hotline Staff. The Summary Statistics section of the evaluation provides a comparison of the 1992 and 1993 data 


and are supplemented with similar data from the 1993 telephone survey where appropriate. 


2.2 Telephone Survey of Users of the Hotline Service 
The staff at the REACH Hotline provided SPRC with names, addresses and telephone numbers of callers 
who had contacted the REACH Hotline between January 1, 1993 and June 30, 1993. Announcement letters on 
REACH letterhead, signed by the Hotline Officer, were mailed to these callers prior to being contacted for an 
interview. The content of the letter was developed by SPRC and the letters were mailed by SPRC staff on 
September 8. See Appendix A for a copy of the Announcement letter. 
Only those residents living within the Regional Municipality of Hamilton-Wentworth at the time of the 
interview were considered eligible for the survey. Fully 85% of the REACH Hotline callers lived within Hamilton- 
Wentworth and the majority of non-Hamilton-Wentworth residents had a Burlington address and telephone number. 


See Table 2.1. 


Table 2.1 Geographic Distribution of Hotline Users 
84.8% (379) Hamilton-Wentworth 
15.2 (68) Outside Hamilton-Wentworth: 

(41) Burlington 

( 8) Grimsby 

( 3) Brantford 

( 2) Smithville 

( 2) Niagara Falls 

( 2) Caledonia 

(10) Other .. one each from Vinemount, St. George, Hagersville, Cayuga, Caister Centre, Port 

Dover, Selkirk, Grassie, Jarvis, Oakville 


100% (447) TOTAL 


NOTE: Five additional cases were also declared to be not eligible: 
One person claimed to be a CEC Counsellor getting information; two persons reported they were employers 
looking to hire someone, and two names appeared twice. 


Of the 379 users from Hamilton-Wentworth who were eligible for an interview, 56 (14.9%) were excluded 
because they had moved, their telephone number was no longer in service or was invalid, or, they now had an 
unlisted telephone number. As such, there remained (379-56) 323 Hotline callers with valid telephone numbers, 


living within Hamilton-Wentworth, available for the evaluation. 


Overall, the study was extremely well received by individuals who had called the Hotline. Of the 323 users 


who remained eligible for the telephone interview, only 11 (3%) refused to participate. The completion rate of 74% 


would indeed have been much higher if tight time constraints had not limited the interviewing to a 3 day period. 
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In total, 238 interviews, which averaged 8.4 minutes in length were completed in the three days between 
September 14 and September 16. The SPRC employed 4 interviewers for the survey with SPRC telephones and 
office space being utilized for the field work. In this way, a field supervisor was present at the bank of telephones 
at all times to maximize quality control. After the limited time-period set aside for the interviewing had expired, 
66 cases remained "open", i.e. at least two telephone calls had been placed (at different times and on different days) 
without the interviewer being able to make contact with the respondent --- these were instances where there was 
either no anwser, a telephone answering machine, or the person was not otherwise at home at the time of the calls. 


See’ Table 222. 


Table 2.2 Response Rates 
73.7% (238) Completed Interviews 
3.4 (11) Refused 
1.9 ( 6) On Vacation 
) ( 1) Language Problem 
3 ( 1) Broken off in progress 
20.4 (66) Open: No contact after a minimum of 2 calls within a 3 day period 


100.0% (323) TOTAL 


For a copy of the questionnaire, see Appendix B. 


2.3 Interviews with Key Informants 
Twelve key informants from a variety of community settings were interviewed to ascertain their feelings 
about the Hotline. All of these respondents were involved in the provision of related services and five had 


been directly involved in the initial establishment of the Hotline. 
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3.0 EVALUATION 


As described earlier, three methodological approaches were taken in this 1993 evaluation of the REACH 


Hotline: 
(1) An analysis of service statistics, 
(2) A follow-up survey of callers, and, 
(3) Interviews with key informants. 


3.1 REACH Hotline Staff Summary Statistics 

The 1992 evaluation of the Hotline reported that, "The volume of calls appears to be directly related to the 
intensity of marketing initiatives". A similar conclusion can be drawn from the 1993 evaluation, i.e. the volume 
of calls tends to increase following advertising in The Spectator, and following presentations to various agencies 
and organizations by the Hotline Officer. 

The lowest number of calls for the six month period under study were placed during April, May and June. 
From Table 3.1, it can be seen that only 36% of the total calls were placed during these 3 months and only 4 


advertisements appeared in The Spectator for that time period. On the other hand, 64% of the total calls were 


placed in January, February and March when 10 advertisements appeared. 


Table 3.1 Volume of Calls and Advertising Dates 


New Call Total "The Spectator" 
Calls Backs Calls (%) Advertising Dates 
JANUARY 57 30 87 (16.8%) Jane 226 
FEBRUARY 113 18 Pao) Reba 4 9 8425 
MARCH 100 13 iI) (@AIL A) Mar. 9, 16, 23, 30 
APRIL 56 6 62 (12.0) No Advertising 
MAY 52 6 58 (11.2) May 18, 25 
JUNE 60 7] 67 (12.9) June 1, 8 
TOTAL 438 80 518 (100%) 14 Advertisements 


When the survey data are compared to the Hotline summary statistics, it can be seen that the survey 
respondents appear to be chronologically representative of the callers as a whole. See Table 3.2. 


Table 3.2 Chronological Representativeness of Survey Respondents 


Date of 

Hotline Total Survey 
Contact Users Respondents 
January 16.8% 15.5% 
February Je ye) 20.6 
March 21,8 pi.) 
April 12.0 14.7 
May tie? 11.8 
June 12.9 13.4 
TOTAL 100.0% eR Nya: 
(N) (518) (238) 


NOTE: Percentages do not add to 100% due to rounding 


When the survey respondents were asked how they first found out about the REACH Hotline, almost half 
(46%) gave an "advertising" type of response and approximately one-third (36%) replied that they first heard about 
the Hotline from another employment group, organization, or agency. This latter grouping of respondents gave a 
"marketing" type of response, i.e., they first heard about the Hotline as a result of the marketing efforts of the 


Hotline Officer who had given presentations to the following groups: 


1) All Canada Employment Centres (all staff) 
2) Most Income Maintenance Teams under Social Services (GWA) 
3) Some Family Benefits - Provincial Government, Income Maintenance Teams 


4) All Managers of the Hamilton Public Libraries 


5) Community Partners - Hamilton Help Centre 
- Citizens Action Group 
- Youth Employment Centre 


6) Employment Services Unit - Social Services 

7) Adult Basic Education Association 

8) Ministry of Skills & Development - Provincial Government 
9) Mohawk College - Contract Training Services 

10) Federal Government - Industrial Adjustment Services 


11) Ministry of Labour - Office of Labour Adjustment 
2) CEC - Programs & Services 

13) Workers’ Education Centre 

14) Hamilton & District Labour Council 

15) Dofasco - Human Resources Department 

16) Chamber of Commerce 

17) Transkills 

18) Economic Development - Region of Hamilton-Wentworth 
19) Business Advisory Centre 

20) Cable 14 

21) Hamilton Spectator 

22) Tri Boards of Education 


23) Industry Education Council 


Although the number of calls alone cannot be used as the sole measure for evaluating this service, the data 


suggest that should the service be continued, an ongoing “advertising/marketing" program should accompany it. 


See Table 3.3. 


Table 3.3 Source of Awareness of Hotline 


First Heard About 
Hotline from---- 


Newspaper/Radio/TV/Cable 46% ("Advertising") 
Another Employment Group/Organization/Agency 36 ("Marketing") 
Friend/Relative/Acquaintance 2 
Union y) ("Marketing") 
Other 4 

TOTAL 100% 


When asked how many times they had called the Hotline since January Ist of this year, two-thirds (65.7%) 


reported they had called only once, and one-third reported they had called more than once. 


One of the original purposes for setting up the Hotline was to provide an initial point of contact for 
individuals who have had no contact with other employment services. However, many respondents in our survey 
indicated they had had contact with an agency prior to calling the Hotline. See Table 3.4. This suggests that the 
marketing efforts of the Hotline Officer (who gave presentations to a large number of agencies) resulted in many 


referrals to the Hotline. 


Table 3.4 Contact Prior to Calling Hotline 


Contact with the 
following Prior to 


Calling the Hotline Yes 
Counsellor at CEC 53% 
Jobs Ontario 29% 
Regional Social Services 26% 
Hamilton Help Centre 25% 
Citizens Action Group 24% 
Adult Basic Education 17% 
Youth Employment Centre 14% 
Workers Education Centre 6% 


The most frequently mentioned means of seeking assistance with their job search was reviewing the postings 
at the Canada Employment Centre. Whereas 87% of the respondents indicated they had read the job board posting 
at the Canada Employment Centre, a smaller number indicated they had had direct contact with persons in the 8 


agencies listed in Table. 3.4. 


The 1992 evaluation reported that in 37% of the cases, the call to the Hotline represented a first-time call" 
to a service. With the extensive "marketing and presentations" efforts of the Hotline Officer, it is not unexpected 
that many Hotline callers in 1993 had been in contact with other agencies prior to their Hotline call, and that they 


had been referred to the Hotline by those agencies. 
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3.1.2 Target Group Analysis 

A comparison was made between the summary statistics provided by the Hotline staff for this 1993 
evaluation and the information provided for the 1992 Evaluation report. (In addition, 1993 survey data were 
compared where appropriate.) 


With respect to Age, the percentage of Hotline callers age 45 and over is somewhat higher in 1993 (31%) 


than it was in 1992 (24%). (See Table 3.5). 


With respect to Education, the percentage of Hotline callers with College Diplomas or University Degrees 
is only marginally higher in 1993 (27%) compared to 1992 (25%). See Table. 3.6. 

A higher percentage of females had called the Hotline in 1993 (35%) than in 1992 (29%). 

A higher percentage of callers were from outside the Regional Municipality of Hamilton-Wentworth in 1993 
(15%) than in 1992 (7%). 

With regard to sources of income, the percentage of callers reporting U.I.C. as their source of income was 
higher in 1993 (43%) than in 1992 (38%). (Recall the "marketing/presentations" efforts of the Hotline Officer 
described earlier -- more callers are now calling the Hotline while collecting U.I.C. benefits). See Table 3.7. 

Although the survey data for 1993 indicate that one-third (34%) of the respondents had first called the 
Hotline within 3 months of becoming unemployed, comparable data are not available for 1992 to determine if callers 
are now making earlier contact with the Hotline. 

When asked about their sources of income in the follow-up interview (in 1993), only 29% reported they 
were receiving U.I.C. benefits --- as opposed to 43% who reported U.I.C. benefits as their source of income when 
first contacting the Hotline. (Needless to say, many respondents who were unemployed and looking for work when 
they first called the Hotline were in fact working months later when they received the call for the follow-up 
interview.) 

Whereas 21% reported G.W.A. as their source of income at the time of first calling the Hotline, only 10% 


reported they were collecting G.W.A. a few months later in the follow-up interview. See Table 3.8. 


11 


See Appendix C for the 1993 Summary Statistics Report provided by the HOTLINE officer for the period 


January to June 1993. 


Table 3.5 Age of Callers 


December 

to 

April 
Age 1992, 
Less than 24 20% 
25-24 32 
35-44 24 
45-54 16 
55-64 7 
65+ 1 


January 
to 
June 


1993 (Survey) 


15% 


AZ 


Table 3.6 Education of Callers 


Summary 
Statistics 
Evaluation 
1992 
Grade School or Less 4% 
Grades 9-11 Pe) 
Grades 12-13 48 
College Diploma 12 
University Degree 13 
100% 


* NOTE: Percentages do not add to 100% due to rounding. 


Summary 
Statistics 
Evaluation 
1993 
3% 
24 
47 
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101%* 


Table 3.7 Source of Income of Callers: At Intake 


At Time Summary 
of Statistics 
First Call: Evaluation 
Source of Income 1992 
WAG: 38% 
G.W.A. Mp) 
Other 41 

101% 


*NOTE: Percentages do not add to 100% due to rounding. 


Summary 
Statistics 
Evaluation 
1993 
43% 
Dal 


36 


100% 
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Table 3.8 Sources of Income of Callers: Follow-up Interview 


Follow-up: Percentage 
Sources of Income "Yes" 
Employment 54% 
U.LC. 29% 
G.W.A. 10% 
Savings/Severance Package 10% 
F.B.A. 8% 
W.C.B. 4% 
Other 14% 


3.2 Telephone Survey of Users 


The telephone survey of this evaluation is useful to: 
(1) Assess user satisfaction; and, 


(2) Determine "post-call” activities. 


The assessment of user satisfaction can be considered a "subjective" approach to the evaluation. The 
respondents were asked to provide their personal opinions, thoughts, feelings and perceptions of the service. A 
more “objective” approach of the evaluation can be taken by examining the "post-call" activities of the users in 


terms of any subsequent training, educational upgrading or employment. Both approaches were followed in this 


evaluation and both yield positive outcomes. 
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3.2.1 User Satisfaction 


Rather than taking a single-measure approach towards evaluating satisfaction, multiple operationalizations 


were employed to explore the concept of satisfaction from a variety of perspectives. 


Q 4. 
Q 8. 


OQ. 7. 
Q. il 


work? 


The respondents were asked if they felt they: 
(1) Received new ideas or suggestions; 
(2) Were satisfied with the service; 

(3) Were helped by the Hotline Officer; 
(4) Received accurate information, and, 


(5) Would recommend the Hotline to other unemployed persons. 


The following 5 questions were asked in order to measure perceived (subjective) satisfaction: 
Did the REACH Hotline Officer give you any new ideas or suggestions you hadn’t heard before? 


Generally speaking, how satisfied were you with your dealings with the Hotline, would you say ... 


() 1. Very satisfied, 

() 2. Somewhat satisfied, 

() 3. Somewhat dissatisfied, or, 
() 4. Very dissatisfied? 


Would you say the Hotline Officer was... 


Very helpful, 
Somewhat helpful, 
Not too helpful, or, 
Not at all helpful? 


aan 
_~~Yw~ ~— 
awn = 
cece yeas 


Do you feel the information provided to you by the Hotline Officer was accurate? 


Would you recommend the REACH Hotline to anyone else who was unemployed but looking for 


There is clear converging evidence that users of the Hotline were indeed satisfied with this service. 


Table 3.5 it can be seen that: 
70% stated they received new ideas or suggestions 
86% were (very or somewhat) satisfied 
94% felt the Hotline Officer was (very or somewhat) helpful 
94% felt the information they received was accurate 


93% would recommend the Hotline to other unemployed persons 


Table 3.5 Satisfaction with Hotline Service 


Received New Ideas? Information Accurate? Recommend to Others? 


Yes 70% Yes 94% Yes 93% 
No 30 No 6 No 7 
Total 100% Total 100% Total 100% 
(N) (233) (N) (222) (N) (230) 
Satisfied with Service? Hotline Officer Helpful? 
Very Satisfied 46% Very Helpful 66% 
Somewhat Satisfied 40 Somewhat Helpful Zt 
Somewhat Dissatisfied 11 Not Too Helpful 4 
Very Dissatisfied 8 Not At All Helpful 3 
Total 100% 100% 
(N) (228) (N) (238) 


NOTE: Although 238 users were interviewed, some respondents replied "not sure" or "don’t know" to the 


above questions. 
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Each of the subjective measures of satisfaction was examined in relation to 5 demographic variables. No 
statistically significant relationships were found with age, education or gender or respondent. Similarly, there were 


no differences when the residents of Hamilton were compared with the residents of other municipalities of Hamilton- 


Wentworth. 


The fifth demographic variable, “employment status at the time of interview", was also not statistically 
significant in its relation to the measures of satisfaction. In other words, even if a caller did not subsequently find 
employment, the level of satisfaction with the service remained high. It would not be unexpected that individuals 


who did not find employment would express dissatisfaction with the service -- this did not happen with respect to 


the REACH Hotline. Levels of satisfaction remained high for all employment status groupings. 


3.2.2 Comments from Hotline Callers 

The statistical analysis indicates a high degree of user satisfaction. The verbatim comments presented 
below support this analysis and provide some richness and flavour to the evaluation. 

Whereas 30% of the respondents indicated they had received no new ideas or suggestions they hadn’t heard 
of before, more than twice as many (70%) stated they had indeed learned something new. Some responses are listed 


below and illustrate how wide ranging the ideas were. 


New Ideas or Suggestions 


"Gave me contacts I didn’t know I could use" 

"I didn’t know where to go and he told me" 
"Gave me information about agencies to contact" 
"Told me about Section 25 at U.I.C." 

"Gave me a whole sheet full of places to contact" 
"Suggested I get a U.I.C. Counsellor" 


"Told me what Assistance programs were available" 


at 


"Mentioned places I hadn’t heard of before" 

"Talked about re-training" 

"Told me about new business grants" 

"Told me where to get help with my resume" 

"Gave me a phone number for benefits for the disabled" 

"He suggested I go back to school and now I’m a full-time student" 
"Told me about Transitions" 


"Gave me the name of a contact at the Steelworkers Union" 


A large number of specific agencies and programs were mentioned by respondents who reported this was 


the first time they had heard of or thought about these services. 


Agencies/Programs Reported by Callers as New Ideas Received 


Citizen Action Group 

Hamilton Help Centre 

Jobs Ontario 

St. Charles Centre 

Hamilton Library (Career Resource Centre) 
Adult Basic Education 

Work Able 

Youth Employment Centre 

Social Services 

Job Readiness Program at Mohawk 
Mohawk and McMaster Hotlines 
Futures 


Canada Employment Centre 
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Private Employment Agencies 
Job Finding Club 
Job Board Phone-In 
Toronto Interpreters Association 
PATH 
Employment To-day 
Ontario Welcome House 


Consulting Companies 


A review of verbatim comments of the callers relating to why they were satisfied or dissatisfied with their 
dealing with the Hotline appears, in large part, to be a "testimonial" on behalf of the Hotline Officer. Recall that 
fully 86% of the respondents were (very or somewhat) satisfied. The dominant theme of the 14% who were (very 
or somewhat) dissatisfied, was that the Hotline did not have information about specific jobs. 

In proportion to the percentages listed above, 86% of the comments listed below reflect persons who were 
(very or somewhat) satisfied and 14% of the comments listed below reflect persons who were (very or somewhat) 
dissatisfied. 

The reason for presenting only 7 "Dissatisfied" responses and 43 "Satisfied" responses in this report is 
simple. It is important to maintain objectivity in this evaluation and the verbatim comments need to be presented 
in a balanced fashion. In other words, the "satisfied" and "dissatisfied" proportion of responses below reflect the 
balance that emerged in the survey. To present an equal "number" of responses would be misleading to the reader 


and not reflect the true richness and flavour which has been captured. 


Reasons for Caller Satisfaction 


L. "He gave me a whole list of information; it helped me get out of a rut; I was in need of emotional support" 
(The caller is age 45-49, now working full-time and attributes this employment to the Hotline contact.) 


Z; "He said hang in there when I was really down" 
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"As a result, I started my own business with SEA Assistance through Canada Employment" (SEA stands 
for Self-Employment Assistance) 


"Only government funded agency who talked my language, he understood what it was like being 
unemployed" 


"Mentioned facilities previously unheard of" (The caller is age 20-24, now working full-time and attributes 
this employment to the Hotline contact.) 


"Full of information and treated me as an individual" (The callers is age 45-49, now working full-time 
and attributes this employment to the Hotline contact.) 


"He was positive, but I got the run around at places he sent me to" 


"Service is good, he was polite, but I didn’t find a job" (The caller felt the Hotline was very useful and 
would recommend the Hotline to other unemployed persons.) 


"He was positive, knowledgeable and helpful. He didn’t sound bored or burned out" (The caller is age 
45-49, now working part-time and attributes this employment to the Hotline contact.) 


"It opened doors that I didn’t know were there; personable; other agencies were not as helpful” 
"He’s a good motivator but I would have liked more time from him face-to face" 


"Boosts confidence" (Caller is age 25-29, now working full-time and attributes this employment to the 
Hotline contact.) 


"Sympathetic good rapport; good communication skills, he followed-up, gave me confidence" 
"He is knowledgeable about programs available in my line and how to access these programs" 
"The information could be better publicized" 

"He got back to me quickly and gave me a lot of useful information and support" 


"He was personable and can relate to people like me" (Caller is age 45-49, now working part-time and 
attributes this employment to Hotline contact.) 


"Liked the way he followed-up and didn’t write you off" 
"Sounded genuinely concerned" 

"Gave me new ideas and things I never tried before" 

"Very helpful person; if I followed through it was good advice” 
"I didn’t fit into a specific category so I wasn’t easy to help" 


He gave me a lot of ideas and a lot of encouragement, when you’re at a dead end he gives you a lot of 
alternatives" 


24. 


pay 


26. 


ye 


28. 


pie) 


30. 


Oke 


oz. 


ey, 


34. 


33: 


36. 


cys 


38. 


39: 


40. 


41. 


42. 


43. 
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"He gave me what he had in the way of information and he encouraged me" (Caller is age 20-24, now 
working part-time and attributes this employment to the Hotline contact.) 


"Very understanding and informative; made me feel a lot better" 
"So much information was given; too much to understand at once" 


"I was able to talk to one person directly and he listened to me and gave me ideas about where to go and 
was up to date" 


"He was very concerned --- more so than other contacts" 
"Even though I didn’t follow through, I got going in the right direction" 
"I got approved for Transitions and will start later this year" 


"He gave me encouragement and told me what agencies to contact and as a result I got a Section 25 full- 
time job” 


"He seemed to reach out to help" (Caller is age 40-44, now working full-time and attributes this to 
employment to Hotline contact.) 


"He gave me phone numbers I didn’t know about" 
"He was empathetic and understanding" 


"He’s patient and does his research; he knows what he’s talking about; if unemployment continues, the 
Hotline needs another staff member who has been unemployed for a long time” 


"Still not employed full-time" (However, caller is now working part-time and attributes this to Hotline 
contact.) 


"He referred me to Jobs Ontario and I got a job" 
"He seemed to have a good list of suggestions and he cared" 


"He gave me new ideas and alternatives" (Caller is age 40-44, now working full-time and attributes this 
employment to the Hotline contact.) 


"Phoned back right away; gave several ideas, pleasant, helpful” 
"Talked to me for 1/2 hour and told me which places to go" 
"Went on re-training and found a job ---so it worked" (Caller is age 55-59) 


"He was really helpful, friendly and caring; he’s very efficient and gave me lots of contacts" (Caller is 
age 20-24, now working full-time and attributes this employment to Hotline contact.) 
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Reasons for Caller Dissatisfaction 
Le "No follow-up; no information on jobs available, no services for recent immigrants” 


os "Didn’t give me anything that led to anything" (However, the caller said the Hotline officer was very 
helpful and would recommend the service to other unemployed persons.) 


3: "I got no results; I thought they would call me with a job --- not with programs” 

4. "It didn’t get me anywhere, he just sent me to different places" 

2; "I was under the impression that he would help me find a job, instead he referred me to agencies I was 
already aware of" (Caller also thought the service was not helpful to him but would recommend it to 
others.) 

6. "One place he referred me to gave me the run around" 

if "Hotline is a joke; duplication of service; officer took 3 days to call and is someone who quit his job for 


an easier one" 


Although some of the dissatisfied comments seemed to be rather pointed (and perhaps inaccurate in their 
representation of the facts), it should be kept in mind that only 14% of all respondents were dissatisfied and 
furthermore only 6% of all respondents felt the Hotline officer was not helpful and only 7% would not recommend 
the Hotline to other persons who were unemployed and looking for work. 

The following comment seems to sum up the overall positive nature of the verbatim comments and was 
written on the front page of the questionnaire by one of the interviewers after the interview was over: 


"This man wants it passed along that (the Hotline Officer) saved his life and is one of God’s 


miracles." 
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3.2.2 "Post-Call Activities 

Of the 70% of the callers who reported receiving a new idea or suggestion from the Hotline Officer, more 
than three-quarters (77%) reported they had followed-up on the idea or suggestion. (Recall that 94% of all 
respondents felt that the information they received was accurate.) Either the Hotline Officer motivated the callers 
to pursue suggestions or the callers were self-motivated. There is evidence in the verbatim comments of the 


respondents to indicate that the Hotline Officer was indeed a motivator. 


In addition, more than half (58%) of all the respondents reported that as a result of their call to the Hotline, 


they subsequently contacted another government body, or employment group, organization, or agency. 


Table 3.6 "Post-Call" Follow-up 


Q. 4 Follow-up on New Q. 12 Contact Other Agency 
Ideas or Suggestions? as a Result of Call? 
Yes 77% Yes 58% 
No 23% No 42% 
Total 100% Total 100% 
(N) (159) (N) (232) 


The Hotline Officer appears to have been successful in stimulating the callers to follow-up on new ideas 


and suggestions and to contact other agencies. For examples of agencies subsequently contacted, see Table 3.7. 


Table 3.7 Subsequent Contact With Other Service Providers 


Which Agency was Contacted? 


Jobs Ontario 


Citizens Action Group 


Canada Employment Centre 


Mohawk College 
St. Charles Centre 


Other 


38% 


33% 


27% 


13% 


6% 


44% 
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The organizations referred to, by the Hotline Officer, as reported in the summary statistics provided by 


the REACH Hotline staff are reported in Table 3.8. and can also be compared with the verbatim responses of the 


callers described earlier. 


Table 3.8 Referrals by Hotline Officer: Summary Statistics 


Youth Employment Centre 
Citizen Action Group 
Hamilton Help Centre 
General Welfare Assistance 
Worker’s Education Centre 
Mohawk College 

Jobs Ontario/ATO 

Canada Employment Centre 
St. Charles Centre 
Hamilton Public Library 
Adult Basic Education 


Industrial Adjustment Services 


9 


oa3 
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Ministry of Skills Development 1 
Continuing Education 0 
Hamilton Board of Education s| 
Office of Labour Adjustment 0 
Other 3 
No Referrals 42 


In addition to "follow-up" as a post-call activity, all respondents in the survey were asked if they had 
started any training or educational upgrading program in the past 12 months. Almost half (46%) of the respondents 


indicated they had done so, and 26% of those persons stated they had started their training as a result of their 
contact with the Hotline. In other words, 29 persons in our survey reported starting a training or educational 


program as a result of their contacting the Hotline. 


A third "post-call" activity which was examined was employment. The respondents were asked about their 
employment status before calling the Hotline as well as their employment status at the time of the follow-up 


interview. 


Only 5% of the respondents reported that they were employed full-time prior to calling the Hotline. (These 
were persons who felt they were about to lose their jobs either through downsizing or contracts running out.) An 
additional 13% were working part-time and were looking to find full-time employment. However, almost 4 out of 
every 5 callers (79%) stated they were unemployed and looking for work. (See Table 3.9.) One-third (34%) of 
those who were unemployed had been unemployed for less than three months before calling the Hotline and another 
20% were unemployed between 3 and 6 months before calling. (See Table 3.10). 

Of those persons who were unemployed and looking for work when they first called the Hotline, only 12% 


had help provided to them at their workplace such as counselling or other assistance when they left their lost job. 


(See Table 3.11). 


Table 3.9 Employment Status Prior to Calling Hotline 


Employed full-time 5% 
Employed Part-time 13 
Unemployed, but looking for work 79 
Unemployed, not looking work al 
Homemaker, full-time <I 
Student, full-time 1 
TOTAL 100% 
(N) (238) 


Table 3.10 Length of Unemployment Prior to Calling Hotline 


Less than 3 months 34% 
3 months, but less than 6 20 
6 months, but less than 9 12 
9 months, but less than 1 yr. 6 
1 year or more 28 


TOTAL 100% 


(N) (191) 
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Table 3.11 Assistance When Leaving Last Job 
Counselling or Other 


Assistance at Workplace 
When leaving Last Job 


Yes 12% 

No 88 
TOTAL 100% 
(N) (187) 


Whereas 56% of the respondents reported they were working either full-time or part-time at the time of 
the follow-up interview, only 18% reported either full-time or part-time employment prior to calling the Hotline. 
This substantial difference cannot be totally attributed to contacting the REACH Hotline. (See Table 3.12 for the 


employment status of the respondents at the time of the interview and compare with Table 3.9) 


Table 3.12 Employment Status at Time of Follow-up Interview 


Employment Status 


Employed full-time 35% 
Employed part time 22, 
Unemployed, but looking for work 36 
Unemployed, not looking for work 2 
Homemaker, full-time <<a 
Student, full-time ane) 
TOTAL 101%* 
(N) (237) 


* NOTE: Percentage does not add to 100% due to rounding. 
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The respondents who reported working either full-time or part-time at the time of the follow-up interview 


were asked if they felt they got that job as a result of their Contact with the Hotline (either directly or indirectly). 


Whereas, only 14% replied in the affirmative, this represents 19 persons in our survey who were now working full- 
time or part-time and who attribute their employment to contact with the Hotline. (This figure may be an under- 


estimate of the total number of persons actually obtaining employment as a result of contacting the Hotline --- recall 
from the Methodology chapter that no contact was made by our interviewers with 66 (20%) of the callers after a 
minimum of 2 calls were placed during a 3 day period --- presumably some were working and unable to be 


reached.) See Table 3.13 


Table 3.13 Employed Due to Hotline 


Presently Employed Either 
Full-time or Part-time 

and Attribute Present 

Job Hotline Contact 


Yes 14% 

No 86 
TOTAL 100% 
(N) (134) 


Of the 19 person who started employment, 7 indicated they had also started a training program and are 
included in the 29 we reported earlier as having started a training program. Therefore, a total of 41 (29 + 19 -7) 
persons attribute their employment or enrollment in a training program to their Hotline call. This is indeed a 
positive outcome given the limited resources of essentially a "one-person" operation -- and given that this represents 


only a 6 month period. 
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3.3 Interviews with Key Informants 

In general, the respondents who had an opinion about the Hotline were relatively positive about the 
program although the majority recognized that the mandate of the service had shifted since the original 
implementation. The Hotline had been initially established as a "first-contact" point in the case of major layoffs 
in settings where a formal adjustment process was not in place. There was a perception that the need for such 
a service had decreased since the Hotline was first established but seven of the respondents emphasized the 
"supportive" nature of the service for unemployed persons. Given the dramatic increase in caseloads in the 
income maintenance and employment service caseloads, there was a general perception that the supportive 
nature of these interventions had diminished and that the Hotline represented a very cost-effective means o 
providing emotional support and referral to the unemployed population. For these respondents, the "acid-test" 
for the service was the extent to which clients reported that the service had been successful in providing 
support and accurate referral information. 

Concerns were reported about the lack of financial resources for effectively marketing the service and the 
effect that this problem had on the number of clients accessing the service. It was also suggested that the 
Hotline be further merged into the Regional Social Services Department as an ongoing program and that the 


REACH Committee be disbanded. 
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REACH Hot Line 


(Regional Employment Adjustment 
Committee of Hamilton-Wentworth) 
Phone: (416) 528-7555 


September, 1993 


Dear Sir/Madam: 


An interviewer will soon contact you by telephone for an interview in conjunction 
with our survey related to the REACH Hot Line. This survey which is being conducted 
by the Social Planning and Research Council of Hamilton and District, is based upon 
telephone interviews which may average about 5 minutes. 


The information we collect will be used to help evaluate our employment 
assistance service. 


We wanted to let you know about our telephone call and interview so that you 
would not mistake our interviewer for a salesperson and that you might set aside some 
time to express your feelings in this important study. 


Your name has been chosen from the listing of persons who have phoned the Hot 
Line between January and June of this year. 


We are not interested in identifying the answers of any particular person, and, as 
such, your name will not appear on the questionnaire. Please be assured that your 
answers will remain anonymous and confidential. As such, you can feel free to be frank 
and honest with your comments about this service. 


I think you will find the questions interesting and pleasant. If you have any 
questions, please ask your interviewer when you receive the call. Thank you in advance 
for your cooperation. 


Sincerely, 


Vi type 
Wayne Robinson 
Hot Line Officer 
WR/ch 
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REACH HOTLINE EVALUATION September 1993 


INTERVIEWER: Read out regular type only. 
Do not read out italics. Time Begin 


Hello, may I speak with . My name is 

from the Social Planning and Research Council. We are conducting a survey with 
people who have used the REACH Hotline sometime between January and June of 
this year. The interview Is short and will only take a few minutes of your time. Of 
course, your answers will be anonymous and confidential. If you come to a 
question you don’t want to answer, just let me know and we will skip over It. 


Ask first question immediately. 


1. First, our records show that you first phoned the REACH Hotline on **** 
, can you tell me how you first found out about the REACH Hotline? 


CK ONLY ONE 
. Another employment group, organization, or agency. 
. Newspaper/Radio/IV/Cable 14 
Employer 
Union 
Fnend, Relative, Acquaintance 
Other 
Refused 
. Don’t Know/Can’t Remember 


o 
= 


BSS NN EN NS NS 
So Ne es Se Se ee ee 
ONAWAWHN 


2. How many times have you called the Hotline since January 1st of this year? 


Record mid point if range given. 
number 77 = Refused 88 = Don’t Know/Can’t Remember 


3. Before you first phoned the Hotline, did you have any contact with any of the 
following places... 


(a) Citizen Action Group? 
Cap leYes = )re2"No ( ) 7. Refused ( ) & Don’t Know 


(b) Jobs Ontario? 
(eyed. wves (7) )i2.No ( ) 7. Refused ( ) & Don’t Know 


(c) Hamilton Help Centre? 
(APE Yes et: (2 No ( ) 7. Refused ( ) & Don’t Know 


(d) Regional Social Services? 
Coils Yess i 20 ( ) 7. Refused ( ) & Don’t Know 


(e) | Worker’s Education Centre? 
(Sel Yes me) 2uN0 ( ) 7. Refused ( ) & Don’t Know 


(f) Adult Basic Education? 
(GI Ves (a9) 2 NO ( ) 7. Refused ( ) & Don’t Know 


(g) Youth Employment Centre? 
C) 12 Yese= (2) 24No0 ( ) 7. Refused ( ) & Don’t Know 


(h) A Counsellor at the Canada Employment Centre? 
NII CS ( ) 2. No ( ) 7. Refused ( ) & Don’t Know 


(i) Did you read the job board postings at the Canada Employment 
Centre anytime before calling the Hotline? 
(A) = es {c)r2No ( ) 7. Refused ( ) & Don’t Know 


(j) Did you do anything else, that | haven’t mentioned, to get help finding 
a job before calling the Hotline? 


() 1. Yes -- (j) (i) What did you do? 


INTERVIEWER: FIELD CODE NOW 
If-any Yes” in O.3 check ( ) Te Yes 


if NO "Yes" in Q.3 check ( ) 2. No 


4. Did the REACH Hotline officer give you any new ideas or suggestions you 
hadn't heard of before? 


5. What was that? 


6. Did you follow up on any new idea or suggestion? 
COT. Yes ( ) 7. Refused 
(jz; No ( ) & Don’t Know 


10. 


11. 


12. 
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Do you feel the information provided to you by the Hotline Officer was 
accurate? 


(Ul ( ) 7. Refused 

()"29No ( ) & Don’t Know 

PROBE - Would you say mostly 
yes" or mostly "no". 


Generally speaking, how satisfied were you with your dealings with the 
Hotline, would you Say .... 


( ) 1. Very satisfied, ( ) 7 Refused 

( ) 2. Somewhat satisfied, ( ) & Don’t Know 

( ) 3. Somewhat dissatisfied, or, ( ) 9. Not Applicable 
( ) 4. Very dissatisfied? 


Why is that? 


Would you say the Hotline Officer was... 


( ) 1. very helpful, ( ) 7 Refused 

( ) 2. somewhat helpful, ( ) & Don’t Know 
( ) 3. not too helpful, or, 

( ) 4. not at all helpful? 


Would you recommend the REACH Hotline to anyone else who was 
unemployed but looking for work? 


As a result of your call(s) to the Hotline, did you later contact any other 
government body, or employment group, organization, or agency? 


-- 13. Which ones did you contact? 
CHECK ALL THAT APPLY. 

( ) a Citizen Action Group 

( ) b. Mohawk College 

( ) c. Jobs Ontario 

( ) d. Canada Employment Centre 

( )e. St. Charles Centre 

( ) f Other: specify 
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14. At the time of your first call to the Hotline, how would you describe your 
employment situation, were you... 


(employed = Working for wages, salary, commission or self-employed) 


1. Employed full-time, -- 15. Given, that you were (working/or 

2. Employed part-time homemaker) at the time, could you 

3. Unemployed, but looking tell me the reason you called the 

for work, or, -- GO TO 0.16 Hotline? 

( ) 4. Unemployed and not looking CHECK ONE MOST IMPORTANT REASO? 
for work, -- GO TO Q.16 ( ) 1. Concerned about losing present job. 

( ) 5. Were you a homemaker ( ) 2. Thinking of a job change. 
working full-time at home, ( ) 3. Called for someone else. 
= GO TOS ( ) 4. Other: specify 

( ) 6. Or, were you a student 
full-time? -- GO TO Q.18 

( ) 7. Refused 

( ) & Don’t Know 


GO TO Q.18 


16. How long were you unemployed before you called the Hotline (the first time)? 


. Refused 


( ) I. less than 3 months, ( )7. 

( ) 2. 3 months, but less than 6, ( ) & Don’t Know 
( ) 3. 6 months, but less than 9 months 

( ) 4 9 months, but less than 1 year 

(15. 


1 year or more 


17. When you left your last job, was there any help provided to you at your 
workplace such as counselling or other assistance? 


(ee ves () ¥. Refused 
( J2..1NO ( ) & Don’t Know 

ASK EVERYONE 

18. Have you started any training or educational upgrading program in the past 
12 months? 


19. Do you feel that you started this as a result of your 
contact with the Hotline (either directly or indirectly)? 

(jul CS Sai e)) fa defied. ( ) 9. Not Applicable 

() 2esINOMS (in) Og ton te Know 
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These last few questions are just for statistical purposes so that we can Classify all 
the information into different groupings. 


20. 


22. 


Which of the following best describes your present employment situation... 
(employed = Working for wages, salary, commission or self-employed) 


( ) 1. Employed full-time, -- 21. Do you feel you got this job as a 
result of your contact with the 


Hotline (either directly or indirectly)? 


( ) 2. Employed part-time, 


. Unemployed, but looking for 
work, Or, 

( ) 4. Unemployed and not looking 
for work, 

( ) 5. Are you a homemaker working 
full-time at home, 

( ) 6. Or would you consider yourself 

to be a student full-time? 
. Refused 
. Don’t Know 


sn cae 
Se 
So N 


In what year were you born? 


( ) 00. 1976 or later (under age 18) 
LOO 1974 21975, (16 = 19) 

( ) 02. 1969 - 1973 (20 - 24) 

( ) 03. 1964 - 1968 (25 - 29) 

( ) 04. 1959 - 1963 (30 - 34) 

( ) 05. 1954-1958 (35 - 39) 

( ) 06. 1949 - 1953 (40 - 44) 

( ) 07. 1944 - 1948 (45 - 49) 

( ) 08. 1939 - 1943 (50 - 54) 

( ) 09. 1934 - 1938 (55 - 59) 

( ) 10. 1929 - 1933 (60 - 64) 

( ) 11. 1919 - 1928 (65 - 74) 

( ) 12. 1918 or earlier (75 and over) 
( ) 77. Refused 

( ) 88 Don’t Know 


What is the highest level of schooling that you have completed? 


( ) 0. Grade school or less 

( ) 1. Some high school 

( ) 2. Graduated high school 

( ) 3. Apprenticeship completed 

( ) 4. Some college or university 

( ) 5. Graduated college or university 
( ) 6. Post graduate 

( ) 7. Refused 

( ) & Don’t Know 

( ) 9. Other, specify 


How easy or difficult is it for you to read things like a newspaper in English... 
(Newspaper = such as the Spectator) 


( ) 1. Very easy, ( ) 7. Refused 

( ) 2. Somewhat easy, ( ) & Don’t Know -- PROBE: If respondent does 

( ) 3. Somehwat difficult,or,( ) 9. Not Applicable not read the newspaper 
( ) 4. Very difficult? Sight Problem say "If you wanted 


fot. 
Do you presently receive any income from any of the following sources... 
CHECK ALE THAIALrLY: 


a) Unemployment Insurance? 
(eS een BOO ( ) 7. Refused ( ) & Don’t Know 


b) Family Benefits Allowance? 
Co) elen es (aleivo ( uv Refusea ( ) & Don’t Know 


c) General Welfare Assistance? 
(Jule Yes 1 Dy 22No ( ) 7. Refused ( ) & Don’t Know 


d) Worker’s Compensation Board? 
(.) haves 5 VG Z2No ( ) 7. Refused ( ) & Don’t Know 


e) Income From Employment? 
(jd. Yes a) 25Noe ( ) 7 Refused ( ) & Don’t Know 


f) From Savings or a Severance Package? 
Gor eS an dNO ( ) 7. Refused ( ) & Don’t Know 


g) From Another Source? 
(15 es ) 22No ( ) 7 Refused () & Don't Know 


THANK YOU FOR YOUR CO-OPERATION 
RECORD TIME END 


Terminate, then fill in the following information. 


Respondent I.D. Interviewer Number 
Respondent Sex: ( )1.Male ( ) 2. Female 
Community: ) 1. Hamilton 


( 
( ) 2. Ancaster 
( 


( ) 4. Stoney Creek 
( 

) 3. Dundas ( 
( 


) 
) 5. Glanbrook (Binbrook, Caledonia, Mount Hope) 
) 6. Flamborough (Freelton, Lynden, Waterdown) 

) 7. Other: Specify 


Day Interview Completed: ( ) 1. Monday ( ) 4. Thursday 
( ) 2. Tuesday ( ) 5. Briday 

( ) 3. Wednesday ( )6. Saturday 
( ) 7. Sunday 


Number of calls placed to complete interview 
(Include "No Answer"; exclude "Busy") 


Time Begin 
Time End 


Length of Interview 
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APPENDIX C 


SUMMARY REPORT FROM THE HOTLINE STAFF 
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REACH HOTLINE * 14-Jul-93 * Pac 


REACH HOTLINE STATISTICS JUNE 1993 YTD 
A. CLIENT ACTIVATION CALLS: 
NEW CALLS a ooe 0438 
CALL BACKS 2 ed a 


B. EDUCATION LEVEL OF INDIVIDUALS 


GRADE 8 OR LESS 
GRADE 9 — 11 ea PST 
| SCOLLEGE DIPLOMA 


C. SOURCE OF INCOME 


NO RESPONSE 


F. UNIONIZED COMPANY 


NO 
NO RESPONSE ieee Taare Ost 
G. REASON FOR EMPLOYMENT TERMINATION 


LAYOFF 
WEENOIRESRONCERS uate 0 


H. REASON FOR CALL: 


TRAINING 01 

EMPLOYMENT (02 

FINANCIAL (03 
aaa) 


UPGRADING _ (04 
OTHER 05 


AICQ RECDOHAICE 


REACH HOTLINE * 14-Jul-93 * 


REACH HOTLINE STATISTICS JUNE 1993 YTD 


1. CALLER INFORMED OF SERVICE BY: 


BULLETINBOARD (05 
REFERRALS 06 


NO RESPONSE 


J. ORGANIZATION REFERRED TO: 


| WORKER'SEDUCATIONCENTRE (WEC, ss (S~S~*C«iCSC*CidT 
32 
34 
| INDUSTRIAL ADJUSTMENT SERVICES (IAS) S—CYTSCOd 
| _ MINISTRY OF SKILLS DEVELOPMENT (MSD) —~—~—~CTSséS 

CONTINUING EDUCATION CE) 2 ee ec 

HAMILTON BOARD OF EDUCATION (HBE| Sss~=~SSSC*C 
| OFFICE OF LABOUR ADJUSTMENT (OLA). —~—CSC‘i i“ 
OTHER a ee ee 


K. PREVIOUS EMPLOYMENT TERMINATION 
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Phone # (416) 528-7555 REACH HOT LINE Fax # (416) 546-2828 


September 21, 1993 


Mr. Mike Pennock 


Director 


Social Planning & Research Council 
255 West Ave. N. 
Hamilton, Ontario 


L8L 5C8 


Dear Mike: 


For your information, the REACH HOT LINE has been presented by me to the 
following groups: 


1) 
2) 
3) 
4) 


5) 


6) 
7) 
8) 


9) 


All Canada Employment Centres (all staff) 
Most Income Maintenance Teams under Social Services (GWA) 
Some Family Benefits - Provincial Government, Income Maintenance Teams 
All Managers of the Hamilton Public Libraries. 
Community Partners - Hamilton Help Centre 
- Citizen Action Group 
- Youth Employment Centre 
Employment Services Unit - Social Services 
Adult Basic Education Association 
Ministry of Skills & Development - Provincial Government 


Mohawk College - Contract Training Services 


ke 


10) 
11) 
12) 
13) 
14) 
15) 
16) 
17) 
18) 
19) 
20) 
21) 
22) 


23) 


WR/CH 


= a 
Federal Government - Industrial Adjustment Services 
Ministry of Labour - Office of Labour Adjustment 
CEC - Programs & Services 
Workers’ Education Centre 
Hamilton & District Labour Council 
Dofasco - Human Resources Department 
Chamber of Commerce 
Transkills 
Economic Development - Region of Hamilton-Wentworth 
Business Advisory Centre 
Cable 14 
Hamilton Spectator 
Tri Boards of Education 


Industry Education Council 


Yours truly, 


B pe Reb 


Wayne Robinson 
REACH Hot Line Officer 


September 22, 1993 


Nick: 


Major advertising dates for the REACH HOT LINE in Zhe Spectator which was 
the most productive form of advertising for the Hot Line were: 


January 21/93 
: 26/93 


February 4/93 
i. 9/93 
18/93 
i 23/93 

---> Spectator Advertising 

March 9/93 

16/93 
23/93 
30/93 


April Lt @ 


May 18/93 
25/93 


June 1/93 
8/93 


Ne OO ew Se oa oss ss 


You will note the attached bar charts each month indicate that advertising once a 
week drew the most calls. 


No advertising in Zhe Spectator - calls dropped off. Example - April/93. 


Anywhere from 50 percent to 70 percent of Hot Line calls came from a weekly ad 
in The Spectator. 


For your help I have also given you a copy of REACH HOT LINE contacts for 
promoting the Hot Line. 


The Spectator far surpasses every other form of advertising. 


Yours truly, 


Wayne Robinson 
REACH Hot Line 
528-7555 

WR/ch 
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